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the application should represent customer actions and interactions 
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Mapeo de cadenas de valor: Aplicación a un caso
de servicios de salud
 
Resumen
La aplicación del mapeo de cadenas de valor para mejorar la produc-
tividad en compañías prestadoras de servicios, incluyendo aquellas 
que prestan servicios de salud todavía está en su etapa de desarrollo en 
Latino América. Al aplicar esta herramienta lean de manera sistémica 
para mapear estas cadenas de valor, la aplicación debería representar 
las acciones e interacciones en el sistema de servicio completo y las 
interacciones internas entre los empleados de contacto (frente de la 
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como unidades de mejoramiento parcial. Se seleccionó una cadena de 
valor en un laboratorio clínico colombiano como caso de aplicación. Se 
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procesamiento de muestras (análisis químicos y pruebas) y entrega 
de resultados. Esta investigación se enfoca en el bucle de recolección 
de muestras. Se aplicaron principios y herramientas de Pensamiento 
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de desempeño claves del sistema. Algunos de estos indicadores de 
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philosophy that focuses on creating 
value for the customer by eliminating 
(' >	( > B(% "+!
overproduction, delays, unnecessary transport, 
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movement, defects and unused employee creativity 
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impro vement of the 
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A value stream includes 
all activities, even those 
that don't add value and 
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of the process elements 
that the customer is 
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improvement opportunities for customers using 
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including those that add 





supply chains, distribution 





functions such as production planning and 
demand forecasting to production scheduling and 
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implementation by designing a production system 
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for this application is formed by the combination of 
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Superintendence and its quality management, 
 <0 >	% > %0( ( B( %= >	  "
9?@




its health systems accreditation and has been 
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When these are completed, the service order is 
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user then leaves to eventually return to retrieve the 
results on the assigned date at the corresponding 
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time that results in a diminishing satisfaction levels 
and an increase in customer complaints, leading to 
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all its relevant elements a high level characterization 
of studied value stream must be developed before 
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the scope and characterizing the value stream gives 
the improvement team a visualization at the highest 
level and highlights the processes and elements 
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 Structure of system mapping for a sample collecting value stream 
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2.4 Current System service Value Stream Map
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the value-adding time is divided by the global lead 




errors, delays, unnecessary movements, customer 
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2.5 Future System Service Value Stream Map
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preventive requiring longer implementation times 
" B0( ( ( (+ FB '"+
% B(% <0( '%' %( B
%0 >B+FB 	%+	( > %0D(%
	'	%
!;?1=%(%+@









+'+ (B( % K(%( (0 ( B0 B0
0B B0 " %0( %" % %0 ((





necessary approval, cooperation and support from 
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of an agile communication system and a training plan 
in Lean techniques for the people that participated 
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impact on the strategic organization goal assuming 
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3. Results and discussion
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is a very useful methodology for planning and 
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3.1  Plant Layout program
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decrease employees motions and customer and 
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list on the current state before implementing the 
program formally and applying the same evaluating 
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After implementing these tools, a smoother 
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3.3 Kanban program
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3.4 Poka yokes program
Starting from the Clinical Laboratory incident analysis, 
frequent errors data gathering from primary sources 
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application of the AMEF tool to the value stream, 
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therefore higher level of satisfaction of users or 
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approach corresponds to saving coming from 
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represented an important opportunity cost for this 
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 The application of both this resulting circular value stream mapping and Lean tools for this 
healthcare case, contributed to achieve both economic value to shareholders and aggregate value to 
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 Finally it is validated that the symptoms of problems perceived in a value stream should be analyzed 
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interrelations, and to understand the root of the problems and the consequences of the improvement 
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